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1997/98 
ANNUAL REPORT 


Ombudsman » 


The Honourable André Ouellet, PC, QC 


Chairman of the Board of Directors 
Canada Post Corporation 


Dear Sir: 


André W. Tessier 


855 Brookfield Road 

SUITE C0081 

PO BOX 90026 

OTTAWA ON K1V 1J8 

CANADA 

Tel.: 1-800-204-4198 
613-247-2222 

Fax: 1-800-204-4193 


855 chemin Brookfield 
BUREAU C0081 

CP 90026 

OTTAWA ON K1V 1J8 
CANADA 


Tél.: 1-800-204-4198 
613-247-2222 
Télé. : 1-800-204-4193 


In accordance with the mandate established by the Board of Directors of Canada 
Post Corporation, I am pleased to submit my first annual report, covering the period 


October 1, 1997 to March 31, 1998. 


Yours sincerely, 


aS 


André W. Tessier 


Digitized by the Internet Archive 
in 2023 with funding from 
University of Toronto 
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MISSION STATEMENT 


SD 


In a fair, unbiased and timely manner, 
the Ombudsman at Canada Post will 
independently review customer concerns 
unresolved by all other avenues offered by 
Canada Post to help improve Postal Service 


for all Canadians. 
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A MESSAGE FROM 


THE OMBUDSMAN 


his is my first annual 
report as Ombudsman at 
Canada Post. 


The position of Ombudsman 

| was established by Canada Post 
in response to a request from 
the Government of Canada, 
following the review of the 
mandate of Canada Post 
Corporation, which concluded in 1996. The creation of the 
post was announced on August 28, 1997, and our Office 
became fully operational on October 1, 1997. 


The Office of the Ombudsman is a new service, freely 
accessible to all customers and operating at arm’s length 
from Canada Post Corporation. The fact that the Office of 
the Ombudsman is not subject to Access to Information 
requirements ensures that confidentiality is protected in all 
communications, both with customers and with Canada Post 
representatives. 


As an organization that handles 40 million pieces of mail 
every day, Canada Post recognizes that customer service 
difficulties can sometimes arise. The Office of the 
Ombudsman is committed to finding equitable solutions to 
such customer problems. As a liaison between customers 
and Canada Post, the Ombudsman is mandated to examine 
customer complaints and make recommendations for 
solutions to the Chairman of the Board of Directors. 


In the six months since it became operational, our Office 
has set about fulfilling its mandate. We have established a 
cooperative working relationship with the Canada Post 
Customer Service department and have held an ongoing 
dialogue with the Chairman of the Board of Directors and 
other officers of Canada Post Corporation. We have also 
communicated with Canadians, reaching out through 
Canada Post service counters and on the internet. Already, 
in just six months, over 6,000 Canadians have contacted the 
Office, and this despite the fact that our public outreach 
initiatives are still in their earliest stages. We have 
facilitated communications between Canada Post and many 
of its customers. 


Our greatest asset is our impartiality. As a fair and unbiased 
mediator, the Office of the Ombudsman listens to both sides 
with an open mind, and then recommends a possible 
solution. We are firmly committed to seeing that cases are 
treated equitably. 


This introductory report outlines the mandate of the Office 
of the Ombudsman. It also provides an overview of the 
cases we have handled, as well as information of the 
evolution of our caseload. Our Office believes that this 
report will serve as a useful benchmark for future years. 


Canada Post is an institution that plays a crucial role in the 
lives of all Canadians. My staff and I are proud to be able to 
act as an impartial liaison between Canada Post and its 
customers. 


PRÉC. 


André W. Tessier 
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HISTORY OF THE OFFICE: OF THE OMBUDSMAN 


ii 1995, the federal government initiated the Canada Post Mandate Review, chaired by George Radwanski. Following an 
extensive series of public hearings, in which the Review heard from Canadians from coast to coast, Mr. Radwanski 


issued his report in July 1996. 


One of Mr. Radwanski’s 31 recommendations was that 
Canada Post Corporation should appoint an Ombudsman to 
provide an independent avenue for customers to address and 
resolve issues which could not be resolved through 
traditional channels. 


In April 1997, the federal Minister responsible for Canada 
Post Corporation outlined future directions for Canada Post 
by proposing a series of measures designed to improve 
postal service for all Canadians. Among the formal 
measures requested was that Canada Post create a new 
position of Ombudsman “with the authority and 
independence to investigate complaints’ in order to improve 
transparency and openness. The Ombudsman would also be 
mandated to submit an Annual Report to the Board of 
Directors, a synopsis of which would be included in the 
Corporation’s Annual Report. 


POST 
STABUSHES OFFICE 
OF OMBUDSMAN 
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The Board of Directors of Canada Post Corporation 
endorsed the federal Cabinet’s recommendation in May 
1997. On August 28 the appointment of the Ombudsman 
and the establishment of the new office was officially 
announced by the Honourable André Ouellet, PC, QC, 
Chairman of the Board of Directors. In a statement to the 
media, the Chairman reiterated Canada Post’s commitment 
to excellence in customer service: “If someone has a 
concern or a complaint about the Corporation’s service, we 
want to do everything we can to ensure that the matter is 
resolved as quickly and as effectively as possible.” 


On October 1, 1997, the Office of the Ombudsman 
commenced operations. 
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THE MANDATE 


TL primary role of the Ombudsman is to safeguard customer interests by assisting with the resolution of customer 
service complaints. Specifically, the Ombudsman: 


Promotes and facilitates communications between the customer and the relevant representatives of the 
Corporation and the process by which complaints may be voiced and resolved. 


Offers to mediate between the parties to find mutually acceptable solutions. 


When all internal dispute resolution mechanisms have been exhausted, acts as an appeal authority to review 
in a fair and unbiased manner customer complaints in order to assess the merits of the complaints and 
recommend resolutions. 


Through periodic reports assists the Corporation in gaining a better understanding of concerns and the 


manner of their resolution. 


Prepares and submits an annual report to the Chairman of the Corporation’s Board of Directors. 


Responds to the Board of Directors concerning any matter that the Board specifically refers to the 
Ombudsman. 


Promotes the Office of the Ombudsman and the Postal Service Customer Councils to the general public. 


However, the Ombudsman does not become involved with the following: 


The Corporation’s relations with its employees, contractors and suppliers. 
Matters that relate exclusively to Canada Post subsidiaries. 
The setting of corporate policies (including mail classifications, rates and pricing). 


Any matter involving compliance with existing legislation (such as the Canadian Charter of Rights and 
Freedoms, the Competition Act, the Official Languages Act, etc.) and any matter before the courts. 
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his is a component of the Ombudsman’s mandate, and is central to the role played by the Office. When a customer 
( ès reaches the Ombudsman, it is because the situation could not be resolved through traditional channels, for 
example at the customer’s local post office or at Canada Post Customer Service. Since the Office of the Ombudsman 
operates at arm’s length from Canada Post, it ensures that all matters brought to its attention are considered in a fair and 
unbiased way. Acting as a mediator between the customer and the Corporation, the Ombudsman considers all relevant 
details in his search for an equitable solution. 


As a first step, the Office of the Ombudsman dedicates the time 
and effort necessary to gain a clear understanding of the source 
of the difficulty. Once this is accomplished, the Office initiates 
an internal dialogue with the department most able to respond to 
the customer’s query, or resolve the difficulty. Canada Post is a 
large and complex organization. For most people, trying to find 
“Promotes and facilitates the person who can answer a customer’s question can be a 
daunting challenge. 


communications between the 


The Ombudsman can help communications by explaining a 


customer and the relevant customer’s problem to Canada Post in an impartial manner. He 
can also facilitate communications by doing some preliminary 
representatives of the research and then informing the customer of who to speak with 
in order to address the difficulty. Working as a liaison between 
Corporation and the process À the customer and the relevant department or departments within 
Canada Post, the Ombudsman facilitates communication 
by which complaints may be between the parties. This can often be the first step toward the 


dan lved ” resolution of a customer service difficulty. 
voiced and resoivec. 


Because the Ombudsman is a neutral voice, customers are 
assured that their case has been examined from an impartial 
perspective and with due diligence. The Ombudsman ensures 
that each individual situation is approached in a spirit of 
openness and respect. Once a case has been considered in detail, 
the Ombudsman makes a recommendation for an equitable 
course of action to resolve the situation. While he has no binding authority, it is believed that the Ombudsman’s moral 
suasion will ensure that his recommendations are carefully reviewed by all parties and in most cases will probably be 
implemented. 


Of course, the first step to helping customers is hearing from them. The Office of the Ombudsman can be reached by phone 
at 1-800-204-4198, by fax at 1-800-204-4193 and by e-mail at ombud@ombudsman.poste-canada-post.com. The 
Ombudsman also has a website: www.ombudsman.poste-canada-post.com. 
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PAGE to The Concise Oxford Dictionary (Seventh Edition), 
the definition of the word “Mediate” is “v. J. v.t. form 
connecting link between; be the medium for bringing about (result) 
or conveying (gift etc.). 2. v.t. intervene (between two persons) for 
' purpose of reconciling them.”. The Gage Canadian Dictionary 
defines the word “Mediate” as “v. 1 be a go-between; act in order 
to bring about an agreement between persons or sides. 2 effect by 
intervening; settle by intervening. 3 be a connecting link between. 
4 be the medium for effecting (a result), for conveying (a gift), or 
for communicating (knowledge).” 


“Offers to mediate between 


the parties to find mutually 


Clearly, the word “mediate” has several meanings. Besides the acceptable solutions.” 


definitions noted above, it is also a term which, in the minds of 
many, is related to the field of labour relations. 


To the Office of the Ombudsman, the term “mediate” means to act 
as an impartial liaison between Canada Post and its customers, to 
help the parties resolve difficulties that can sometimes arise. This 
is an important role, given that Canada Post Corporation serves 30 
million Canadians at 12 million addresses and more than 900,000 
businesses and public institutions, handling over 40 million pieces 
of mail every day. Obviously, when one considers the vast scale of Canada Post’s operations, one should expect that there 
will occasionally be customer complaints. 


As the following case summaries demonstrate, the Ombudsman’s role as a “mediator” has led to equitable solutions for 
Canada Post customers. 


CASE SUMMARY # 1 


Ms. X rents an apartment in a building managed by a 
municipal housing authority. Like several other residents of 
the building, Ms. X has a mobility impairment. On a regular 
basis, she purchases products by mail order. Companies 
send parcels to residents of the building by regular mail. 
The mailroom in the building does not have a locked 
compartment where the letter carrier can deliver parcels. In 
the case of parcels mailed to occupants of this building, 
notice cards are left in the letterboxes and parcels are 

_ deposited at the nearest postal outlet for pick-up. 


Ms. X contacted Customer Service to ask for alternate 
arrangements, because her disability made it difficult to 
travel to the postal outlet. Customer Service explained that 
Canada Post has no authority to force the building owner to 
change its mailroom. Since the mailers did not pay for 
personal delivery, Canada Post could not provide personal 
delivery. 


Ms. X contacted the Ombudsman’s Office in the hopes of 
achieving a solution. Given the initiative taken by Canada 
Post in a similar case, the Ombudsman’s Office contacted 
the building’s Property Manager to convey the customer’s 
concern. The Housing Authority recognized that Ms. X’s 
concern was shared by a great number of the residents, and 
agreed to pay the cost of the modifications to the mailroom. 
The Property Manager contacted Canada Post and initiated 
the process of having the necessary changes made. 


Ms. X appreciated that Canada Post could not take 
responsibility for the building’s facilities, but was pleased 
that the Ombudsman’s Office helped to find a way to 
improve her mail service. 
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s a rule, customer service problems can be resolved quickly 
A effectively at the local level. When the local post office is 
unsuccessful in addressing a customer’s concerns, the 
Corporation’s Customer Service department is called upon. In 
some exceptional cases, the customer may feel that the problem 
has not been resolved. 


“When all internal dispute 


resolution mechanisms have 


In certain cases, this may be due to an oversight on the part of been exhausted, acts as an 


Canada Post, or it may be due to a misconception on the part of appeal authority to review in a 
the customer. However, there are also times when circumstances ~ 

can contribute to a problem taking on a greater importance than it fair and unbiased manner 
merits, and seeming more difficult to solve than it really is. In 


some cases, when people are faced with a challenging situation, customer complaints in order 
emotions become a factor which complicates matters. Individuals | 
can become frustrated and angry. In expressing their anger, 

communication breaks down and an impasse is reached. complaints and recommend 


to assess the merits of the 


When such situations arise, the Ombudsman can help. As an appeal 
authority, the Ombudsman can be called on to review the details of 
a case and recommend an equitable solution. In seeking that 
solution, the Ombudsman begins by removing the personalities 
from the problem. The Ombudsman is of the opinion that there are 
three sides to every story: the versions of the two parties concerned, and the objective and relevant facts. Our Office looks 
beyond the emotional element and gets to the heart of the matter. 


resolutions.” 


The Ombudsman does not take sides. In this Office, everyone is treated equitably; everyone is listened to in a fair and 
unbiased manner. When a customer brings a matter to our attention, we listen attentively. The Ombudsman then approaches 
the party or the department where the customer claims to have encountered difficulties. After listening to both sides, the 
Ombudsman is able to assess the merits of the customer’s complaint. 


In some cases, the Ombudsman finds that the customer is justified in making the complaint and recommends actions which 
Canada Post can take to resolve the current matter, as well as avoid a similar situation in the future. In other cases, the 
Ombudsman comes to the conclusion that Canada Post acted reasonably. In all cases, however, the Ombudsman endeavours 
to bring the parties to an equitable solution. 


| CASE SUMMARY #2 | 


An embassy in Ottawa mailed Ms. Y her new passport by With Ms. Y’s permission the Office of the Ombudsman 
Priority Courier. Ms. Y did not know that the passport had asked Canada Post to review the situation in greater detail. 
been mailed until a clerk at her local post office telephoned After a comprehensive review, Canada Post advised the 
to say that there was a letter for her to pick up. It appeared Ombudsman that they had discovered faults in the delivery 


to have been there for several days. Ms. Y complained to path that led to Ms. Y not receiving notification of the 
Customer Service that she was not advised sooner. package sooner after the delivery was attempted. It 
Customer Service wrote Ms. Y a letter of apology and indicated that several steps had been implemented to 
included a booklet of stamps. eliminate the possibility of a recurrence and to ensure timely 


k notice of an undeliverable package as soon as possible. 
Ms. Y contacted the Ombudsman when she received the P 6 EE, 


letter because she believed it was vague and insincere. She Ms. Y was pleased that Canada Post’s review was thorough 
did not ask for a booklet of stamps. She had asked for a and was satisfied that the remedy would improve service. 
clear explanation for the lapse and an assurance that 

remedial action was taken. 
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esides his work as a 

facilitator, one of the 
Ombudsman’s key 
responsibilities is to keep 
Canada Post informed of the 
general concerns of its 
customers. This is a logical 
extension of the 
Ombudsman’s mediation 
function; the Office of the 
Ombudsman’s unique position 
gives it an unparalleled 
opportunity to study the needs 
of those Canada Post serves. 


In its dealings with customers, 
the Office gains an in-depth 
understanding of the postal 
service needs of Canadians. 
As a result, the Ombudsman is 


able to gauge whether or not the services provided by 
Canada Post respond to those needs, and whether or not 
these services are achieving the goals set for them. 


This regular, “hands-on” experience working directly with 
both customers and Canada Post departments is the 
foundation of the Ombudsman’s understanding of the 
concerns of Canadians. When required, this can be 
supplemented by input from the Postal Service Customer 
Councils. These independent bodies, representing a cross- 
section of postal users in each postal region of Canada, 
review and comment on Canada Post policies with the intent 


of improving customer 
service. As a result, they can 
provide invaluable insight to 
the Office of the Ombudsman. 
Finally, the Ombudsman 
responds to the Board of 
Directors concerning any 
matter that the Board 
specifically refers to the 
Ombudsman. 


The results of the 
Ombudsman’s findings are 
presented to the Chairman of 
the Board of Directors of 
Canada Post in the form of 
quarterly reports. This is 
exceptional among 
ombudsmen, who, as a rule, 
report once a year. 


“Through periodic reports 


assists the Corporation in 


gaining a better understanding 


of concerns and the manner of & 


their resolution.” 


“Prepares and submits 


an annual report to the 


| Chairman of the Corporation’s 


Board of Directors.” 
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The Ombudsman’s quarterly 
reports are an added advantage 
for Canada Post, as they enable 
the Corporation to respond 
rapidly to emerging issues. As 
a result, they also benefit 
customers. These reports 
provide the Board of Directors 
with important information 
regarding the number of cases 
forwarded to the Ombudsman, 
the nature of the individual 
cases, and what action was 
taken in addressing them. 


Beyond these quarterly reports, 
the Ombudsman also keeps the 
Chairman of the Board of 
Directors of Canada Post 
informed regarding the 


concerns of the Corporation’s customers through regular 
meetings with the Chairman of the Board and other senior 
managers. As well, there can be times when special reports 
are prepared, such as when the Ombudsman studies specific 
concerns. These informal reports can be the result of a 
recommendation from the Board, and may also be in 
response to issues raised by a Postal Service Customer 
Council. In addition to the Ombudsman’s findings, these 
reports may include recommendations for action. 


This reporting function is an essential pillar supporting the 
service provided by the Ombudsman. The constant feedback 


ensures that Canada Post is 
able to adapt to the evolving 
needs of its customers, and is 
therefore more responsive to 
those it serves. 


EL addition to the reporting 
vehicles described above, 
the most important medium 
utilized by the Office of 
Ombudsman is the annual 
report. 


The annual report serves a 
number of purposes. To begin 
with, it is an opportunity for 
the Ombudsman to speak 
directly with the many 
stakeholders on the issue of 
Canada Post’s customer 
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THE 


ANDATE 


service. The Ombudsman is free to raise whatever matter he 
sees fit; he can highlight achievement or admonish failure. 


The annual report also provides readers with our 
comprehensive overview of the work the Office has been 
engaged in during the preceding year. An annual report is an 
opportunity to provide a number of examples of specific 
cases handled by the Office, a more in-depth examination of 
certain key issues, a review of special projects the 
Ombudsman has participated in, and general statistical 
information on the overall caseload. 


The statistical information reveals the nature of the concerns 
being raised by those who approach the Office, as well as 
acting as a useful gauge of how effectively the Ombudsman 
is addressing those concerns. Over the years, annual reports 
become useful reference tools, providing important 
information on trends in customer needs and the 
performance of the organization. 


excellence in customer service. Nonetheless, as an 
argonization thet delivers 40 million pièces of mail to 


ve invite you to contact 
encounter.any 


At the same time, an annual report provides an ombudsman 
with the opportunity to focus on one aspect of the work 
done by the Office. This year’s annual report is a good 
example. As the Office of the Ombudsman is still a 
relatively new entity, it was decided that this initial report 
would be an introductory document. In addition to case 
studies and some statistical information, the report also 
provides readers with detailed information on the 
Ombudsman’s mandate. 


In the months ahead, the Office of the Ombudsman will 
continue to promote its public outreach activities, building 
on the success of the website, the 1-800 number and the 
written material distributed in post offices and retail service 
outlets across the country. 


CUSTOMER SERVICE A LA CLIENTELE 


2701 RIVERSIDE OR 
OTTAWA ON K1A6B1 
Tel.: 1-800-267-1177 


CANADA 
POST 


Postal Service 
Customer Council 


Comité d'usagers 
du service postal 
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2701 PROM RIVERSIDE 
OTTAWA ON K1A 081 


Tél. : 1-800-267-1155 


POSTES 
CANADA 


Ombudsman > 


855 BROOKFIELD RD 
SUITE C0081 
PO BOX 90026 CP 90026 
OTTAWA ON K1V 1J8 OTTAWA ON K1V 148 
Tel /Tel. : 1-800-204-4198 
Fax/Telec. : 1-800-204-4193 


855 CH BROOKFIELD 
BUREAU Co081 


Internet : www.ombudsman.poste-canada-post.com 


THE 
MANDATE 


hile the Ombudsman’s primary responsibility is to help 

resolve individual customer concerns, on occasion he 
may also be called upon by the Canada Post Board of Directors 
to examine certain issues of general concern to the Corporation’s 


customers. 
“Responds to the Board of À This provision reveals the special role played by the Office of 
the Ombudsman. As a fair and unbiased body, operating at arm’s 
Directors concerning any length from Canada Post, the Office has the freedom and the 
impartiality needed to take on assignments that can involve 
matter that the Board examinations of Canada Post’s policies and practices. 
specifically refers to the , This aspect of the Ombudsman’s mandate complements and 
reinforces his role as a liaison between Canada Post and its 


Ombudsman.” customers. Indeed, such assignments from the Board of 
Directors can contribute to the Ombudsman’s understanding of 
customers’ needs. 


The primary source of information regarding such concerns are 
the customers themselves, who approach the Office of the 
Ombudsman with complaints. Another potential source is the 
Postal Service Customer Council, which the Ombudsman can 
consult, on occasion. As these bodies 

are made up of several customers and reflect the demographic make-up of a postal region, they 
can augment the information provided by individual customers who contact the Ombudsman. 


All of these channels provide the Office of the Ombudsman with a comprehensive overview of 
customer concerns. As a result, they enable the Ombudsman to be more effective in carrying 
out his responsibilities, mediating between customers and Canada Post, and recommending 
equitable solutions to customer difficulties. 
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THE 


M anpate 


he Office of the Ombudsman is a newly established 

body whose chief function is to help Canada Post and 
its customers resolve difficulties in an equitable manner. As 
a result, it is essential that the Ombudsman make Canadians 
aware of the service his Office provides. 


Since the Office became operational, the Ombudsman has 
sought every opportunity to reach the customers of Canada 
Post and provide them with information regarding this new 
service. In addition to being reachable by mail, he has 
established a 1-800 number (1-800-204-4198) in order to 
make his Office easily accessible to all Canadians, from 
coast to coast. The Ombudsman has his own website 
(www.ombudsman.poste-canada-post.com) and can be 
reached by e-mail (ombud@ombudsman.poste-canada- 
post.com). 


“Promotes the Office 
of the Ombudsman and 
the Postal Service 


Customer Council to 


the general public.” 


The Office of the Ombudsman has adopted additional 
measures to reach out to Canadians. An informational poster 
and a brochure were produced and have been distributed to 
post offices and retail sales outlets across Canada. These 
explain the steps a customer should take if difficulties arise 
in dealing with Canada Post. The Office of the Ombudsman 
has also prepared a kit which is sent to people requesting 
further information. The Ombudsman is communicating 
with various Canada Post customers by taking advantage of 
public speaking opportunities which arise. 
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In 1991, Canada Post established the Postal Service 
Customer Council (PSCC) in each of its postal regions 
across Canada. These councils, independent from Canada 
Post Corporation, are made up of volunteer members 
representing a cross-section of Canada Post customers from 
the region. 


These Councils have always been an objective and neutral 
advisory body to Canada Post. They review trends and areas 
of concern regarding postal service in Canada. Since 
October 1, 1997, the Office 'of the Ombudsman has also had 
the benefit of their input. Since October 1997, he has met 
with all of these Councils. 


The Ombudsman will continue to promote his Office to the 
Canadian public. As the statistical information contained in 
this report reveals, people are responsive to the 
Ombudsman’s message. There has been a steady increase in 
the number of Canadians contacting the Office, despite the 
fact that there was very little publicity related to the 
Ombudsman in the early months. Many of the customers 
contacting the Office have been referred by Canada Post 
employees. This reflects the commitment of Canada Post 
employees to customer service excellence. 


The number of complaints coming to my Office increased 
monthly from October 1997 to the end of March 1998 - the 
first six months of operation. I have reviewed the causes 
and I am convinced that it is due to customers’ enthusiasm 
for the Ombudsman concept and not to any deterioration of 
service standards by Canada Post. As more people become 
aware of the services offered by the Office of the 
Ombudsman, I anticipate greater interest. 


As the Office moves out of the “introductory” phase of 
promotion, this component of the Ombudsman’s mandate 
will naturally evolve. The Ombudsman will continue to 
build awareness of his Office among all segments of the 
Canadian population. The communications component will 
continue to be essential as the Office of the Ombudsman 
adapts to meet the changing needs of postal service users. 


STATISTICS 


Re hese statistics represent the first two quarters 
Total since the establishment of the Office of the 
Ombudsman (from October 1, 1997 to March 31, 


Cases Resolved 126 364 490 


1998). At this early stage, these figures do not 
point to systemic problems or trends. However, 
Cases Referred 35 172 207 the last quarter reveals a substantial increase in 
3 activity over the previous one. For example, there 
Active cases 0 28 28 has been a fivefold increase in the number of 


complaints being brought to the attention of the 
Ombudsman. In the months ahead, as more 
people become aware of the service offered by 
his Office, the Ombudsman will continue to act 
as a facilitator, with the intent of finding 
equitable solutions to customer concerns. As 


‘Total mentioned previously, the number of complaints 
Fe no nant RS coming to my Office increased monthly from 
Telephone calls received 1933 2493 4426 October 1997 to the end of March 1998 - the first 


six months of operation. I have reviewed the 
causes and I am convinced that it is due to 
customers’ enthusiasm for the Ombudsman 
concept and not to any deterioration of service 
standards by Canada Post. 


Web site hits 0 


In April 1997 the shareholder, through the 

Minister responsible for Canada Post 

Corporation, expressed a wish that the 
transparency and openness. The fact that one year 
later the Office of the Ombudsman is presenting 
its first annual report, complete with statistical 
data, is testimony to Canada Post’s commitment 
to improving the transparency and openness of its 
dealings with the public. 


Cases still active (4%) How customers are finding out about us 


Cases resolved (67.5%) 


UES £ à 


Cases referred to appropriate 
external authority (28.5%) 


200 332% 
8 150 
Total complaints per month 5 
300 8 100 
250 : 
200 30 
150 
100 
RO 
50 NS 
October November December January February March * includes letter carrier, Canada Post Sales and Web site, other Ombudsmen, 
1997 HE 1998 Newspaper articles, Press Release and directory assistance 
15 
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TO CONTACT THE OFFICE OF THE OMBUDSMAN 


Telephone 
1-800-204-4198 


Fax 


1-800-204-4193 


Mail 

855 BROOKFIELD RD 
SUITE C0081 

PO BOX 90026 
OTTAWA ON KIV 1J8 


E-mail 
ombud@ombudsman.poste-canada-post.com 


Web site 
www.ombudsman.poste-canada-post.com 
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